JUL. 20. 2005 10:43fiM 3219847078 PlDDMG 



NO. 169 P. 14/29 



In re Patent Application of: 
ALHRDDAD AL 
Serial No. 09/990,871 
Filed: NOVEMBER 16, 2001 ^ 

In Claiaas ; 

1. (Currently Amended) iv- A method of supplying one or more 
voice messages to a party in voice communication with a facility 
comprising the steps of: 

(a) providing a voice message storage and retrieval 
mechanism in which one or more voice messages are stored, and 
which is controllably operative to selectively play back a 
respective voice message stored therein in response to a voice 
message selection signal applied thereto? 

(b) providing a — handlQr— customer relationship 
management (CRM) computer workstation with a c all handlor forms- 
based CRM display interface that is operative to display a foxm 
containing a plurality . of objects in association with a eai± 
hnr^rilina forms-based CRM application program employed by a CRM 
operator whose task it is to complete o ne or more forms displayed 
bv said forms-based CRM display inte rface in the course of 
servicing a oa *- l handlar to scrvloG said party; and 

(c) in response to said ^.m i handlox— CRM operator 
performing a prescribed interaction with one or more selected 
objects displayed by said nail handler forms-based CRM display 
interface, modifying the execution of one or more program 
processing actions by said call handling forms-based CRM 
application program, so as to automatically trigger one or more 
actions , including the automatic playb ack of one or more pre- 
recorded Phrases bv said voice mes sage storage and retrieval 
mechanism to said party that are effective to cause said party 
to voice information to sai d pre-recorded messages, — which 
information is filled into one or mo re prescribed fields of said 
forms-based CRM display interface bv said CRM operator. 

2. (Currently Amended) The method according to claim 1, 
wherein said -.-n ^nT^rn-ing forms-based CRM application program is 
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operative to cause said call handler forms -based . CR M display 
interface to controllably display a pliaxality of control objects, 
manipulation of wlxich by said aall handler .CRM operator will 
cause execution of pre-defined automated actions, and wherein 
step (c) cotr5>rises modifying, without access to source code of 
said n- . n h-mdllmg forms-based CRM application program, the 
execution of one or more program processing actions by said call 
hjuidling foms -based CRM application program. 

3. (Currently Amended) The method according to claim 2, 
wherein step (c> comprises modifying the execution of one or more 
program processing actions by said call handling forms-based CRM 
application program by performing at least one of hooking and 
sub-classing actions with respect to said call handling forms:! 
based CRM application program. 

4. (Currently Amended) The method according to claim 1, 
wherein said voice storage and retrieval mechanism is operative 
to automatically play back one or more prerecorded phrases as 
said selected voice message to said party in the voice of said 
n.nll bnnrnr.T CRM operator , so that it appears to said party that 
said r..-ni •hnndlar CRM operator is speaking said selected voice 
message - 

5. (Currently Amended) The method according to claim 1, 
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wHerein said prescribed interaction performed by said eaii 
handler rvM operator includes manipulation of an element in 
association with, said selected object. 

6. (Currently Amended) The method according to claim 1, 
wherein said -^n i^i-nrfimn f nT-ma-based CRM display interface 
provided in step (b) is operative to display a plurality of 
objects respectively associated with different information 
components to be interfaced with said call handling forms-baaed 
CRM application program in the couxse of said oall liondlcr ORM 
operator servicing said party. 



7. (Currently Amended) The method according to claim 6, 
wherein step (e) comprises, in response to said call hondlcx 
operator performing said prescribed interaction with selected 
objects displayed by said forms -bas ed CRM display interface, 
causing said voice message storage and retrieval mechanism to 
play back respectively different voice messages requesting said 
party to supply respectively different information components 
associated with said selected objects. 

8. (Currently Amended) The method according to claim x, 
wherein step (c> further includes caueing said call haxiii^ T^ r 
forms -based CRM display interface to display a text message 
associated with said selected voice message played back to said 
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party. 

9. (Currently Amended) The method according to claim 1, 
wherein step (c) further includes causing said call biXridlQr 
forms -hased CRM display interface to modify a characteristic of 
the selected object for which a voice message is played back to 
eaid party. 



10. (currently Amended) An arrangement for controlling the 
operation of a ^mi KTmdlina forms-bas e d customer relationship 
(CRM) facility, in which a voice corttmunication is established 
between a party external to said facility and a call handler CT M 
operator at a CRM computer workstation of said facility, said SEJ 
computer workstation having a ea^ri — handler forms -base<^ CRM 
display interface that is operative to display a plurality of 
objects in association with a call - hajodling— forms -based CRM 
application program used by said gall handler CRM operator to 
service said party, said plurality of objects being respectively 
associated with different information components to be interfaced 
with said n-.n Tn-mriliTi ry forms-based CRM application program in 
the course of said 1 1 T^aTidlGir operator servicing said 

party, said arrangement comprising; 

a voice message storage and retrieval mechanism in which one 
or more voice messages are stored, and which is controllably 
operative to selectively play back a respective voice message 
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stored therein in response to a voice message selection signal 
applied thereto; and 

a progxam execution modification mechanism linked with said 
r.r.n >inTidliiicr forms-based CRM application program, and which is 
operative. in response to said c all handler CRM operator 
performing a prescribed interaction with selected objects 
displayed by said ^mi VinrYa ^^ ^formg -based CRM display interface, 
to modify the execution of one or more program processing actions 
by said ^ aj j , T^nr^f^iinq forms^based CRM application program, so as 
to automatically trigger one or more artlons that are effective 
fr. ^r^7,y^l^ said CRM operator to fill in infoxtnation as suppli ed .by 
said partv into one or more prescribed f ields of said forms-base.d 
CRM display interface . 

11. (Currently Amended) Ihe arrangement according to claim 
10, wherein said ^mi . hnndling forms-bas e d CRM application 
program is operative to cause said call han ^S^ea^ -forms -based CRM 
display interface to controllably display a plurality of control 
objects manipulation of which by said call han ^^eas^ f orms -based 
CRM will cause execution of pre-defined automated actions, ajid 
wherein said program execution modification mechanism is 
operative to modify the execution of one or more program 
processing actions by said call handling — forms -based — M 
application program, without access to source code of said call 
hazidlin q ^forms- based CRM application program, 
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12. (Currently Amended) The arrangement according to claim 
11, wherein said program execaition modification mechanism step is 
operative to modify the execution of one or more program 
processing actions by said eaii — handling — forms -based — 
application program by performing at leaet one of hooking [a] and 
sub-classing actions with respect to said gall handling forms - 
based CRM application program, 

13 . (Currently Amended) The arrangement according to claim 
10, wherein said voice storage and retrieval mechanism is 
operative to automatically play back one or more pre-recorded 
phrases as said selected voice message to said party in the voice 
of said nnii hnnri i ni- CRM operator , so that it appears to said 
party that said hfir^f^lar CRM operator is speaking said 
selected voice message. 

14. (Currently Amended) The arrangement method according to 
claim 10, wherein said prescribed interaction performed by said 
nr>-l--lr-^K=gid.lGr -CRM opera to_r„ include3 manipulation of bxl element in 
association with said selected object, 

15. (Currently Amended) The arrangement according to claim 
10, wherein said nin hir>r^1nv forms-based CRM display interface 
is operative to display a plurality of objects respectively 
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associated with different information components to be interfaced 
with said r . .in Hnnejlin r r forms -based._CgM application program in 
the course of said nnii bnndlnr CRM operator, . servicing said 
paxty- 

16. (Cuxrently Amended) The arrangement according to claim 
15, wherein said program execution modification mechaniem is 

operative, in response to said eaii — handler operator 

performing said prescribed interaction with selected objects 
displayed by said forms -based CRM display interface, to cause 
said r^-iT T v>-ir.rqi mr j- -rrrj-p-h - f QCTis -based CRM application program to 
trigger said voice message storage and retrieval mechanism to 
play back respectively different voice messages requesting said 
party to supply respectively different information .components 
associated with said selected objects. 

17. (Currently Amended) The arrangement according to claim 
10, wherein said program execution modification mechanism is 
operative to cause said call handler target forma -based CRM 
application program to cause said call handler forms -based CRM 
display interface to display a text message associated with said 
selected voice message played back to said party. 

IS. (Currently Amended) The arrangement according to claim 
10, wherein said program execution modification mechanism is 
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operative^ to caxi^e said call — handlor — targcs r b — forms -based CRM 
application program to cause said oall hcmdler forms -based CRM 
display interface to modify a characteristic of the selected 
object for which a voice message is played back to said party. 

19. (Original) The arrangement according to claim 10, 
wherein said program execution modification, mechanism is 
operative to modify a characteristic of a selected object for 
which a voice message is played back to said party, 

20- {Currently Amended) The arrangement according to 
claim 10, wherein said program execution modification 
mechanism is operative to generate a text message displayed by 
said call handler forms -based CRM display interface 
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